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(54) Workload management system 

(57) A woricflow management system for managing t he service of clients o f an organisation comprising: 

appointment pre-arrangement means for arranqino aoDOintrnfints times for clients; 

client identification provision means for providing clients with a unique client identifier; 
. client Identification means for identifying those clienU havirig prearranged appointment times and 
those clients not having prearranged appointment times, upon arrival; 

and directional display means for directing clients to_a plurality of service points in a predetermmcd 
order comprising substantially giving preference to said clients having prearranged appointment times. 

Urgency of an activity can be indicated by a displayed colour. 

Clients can be directed by name, using voice recording means. 
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one drawing originally filed was informal and the print reproduced here is taken from a later filed formal coov. 
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The preeenc Invention «la«B CO muiaging «r>clcad 
„cn3st a .unteer of operators «.d has speclxc 
appHcacion « an environment .here customers havens . 
Zie.r of needs interact with .crX.rs -hose occupa..,.,. 
• is to service the custo,«rB and to meet their needs . 

' ' varloul limited -raeue control system presently 
exist. .or exa^le. one Known SY"" .i-^l^l 
.talcing a nuttoer- from a list or buppx.*- e^u^=.=.. 
.^to.ers are then treated by servers - ^-^^-^^JJ^^^ 

- . s^^A o^^ieicnciCS XO tnat Cney aire; 

such systeme have lixnxted efficiencies ^ .. 

Sghly infle«ble in operation, they are adaptab.. 

limited intellisence gathering techni^es. they do 

not deal -ith exceptional cases suc^ as persons ha-..ns 

^r,«<T>rfn^nts or customers needing to see 
prior arranged appointments or ci^aww 

otultiple 8ervers in order to loeet their needs. 

in another >cnown systen,. che numerical system la 
•auton^ted- to a degree whereby customers, .pen entry 
into a serving area, are instructed to take a n.n^er an 
accordance with their require.en.a and are evercc. : . 
rrlcted to a server able to .eet their needs by .ear., o 
t audio Visual display. However, such systems again 
have Significant disadvantages. Firstly. Icncwn systems 
^rl hlXired in chat the systems ae. .p " J^-^ * 

first arrangeraenc and. should any changes need to be made 
in accordance with changing' needs and requirements, a 
major rewiring of the service facility is required. 
, Farther, such systems involve no .Intelligenca" 
synergisms in the interconnection of the 
arriving with the information which may be available on 
that cuscomer to the organisation that is in the position 
of serving that customer. With prior systems.-. .-*ach 
5 customer is treated merely as a number and is not xn any 
way identified and the queue workload management system 
does not in any way take into account the customer 
details when managing service of customers. Such. :ej.3t ems 
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. r -firtn of an oxganisacion 

«oneral dissatisfaction or 
can lead to general 

amongst customers- ^^^^^ ^^ly u„iced 

"th«^ra^i^^^-' and do not include 
• intelligence 9^]^"^^ ^^^^ ^^h exceptional cases 

^^^^^^ - 
■:ttip^e L.es wit. different servers. 

q,1ff,TT»aTV of,£ll£-Iaaa£iSa ^^^g^^^ invention 

It is therefore ^.^^^^J ^^^^^oad management 

to provide an ^i"*^""' ' "^^^ and efficiencies can 
eys^ems where a^stantial synergisms 

be realised. ^^^^^ ^^^^^ the present 

in accordance with ^ ^^^^^^^ „,„agement system 
invention, there ts p .^iej^ts oE an organisation 

for managing the service of clien 

comprising: ^^^.„,,ngement means for arranging 

apgoincssnt. J ,,,end a service area 

appointments times for client 

'':xl2GSiH.-ion pro^ision m.ans for providing 
' clients with a uni^e client id^tif ler; ^^^^^ _ ^^^^^ ^^^^^ 
client identification J those 

clients not having p organisation; 

.«..al at the service area of the rg ^^.^^^^ ^ 

sectional ^^^^ .L^ ^^^j^g clients after 
plurality of service points to 

Chair arrival at the se^ice area, ^^.^ 

system controller «aans ^^^^ ^^^^^^ 

,0 appointment ^-^'^''^^'''^l directional display taeans. 
identification means and ^^^^ ^i3pi^y „eans to 

and adapted to utilise ^^^^^ ^-P redetermined 

direct clients to said ^ substantially giving 

,,der. said -f'^J'^^tin" prearranged appointment 

35 preference to said -^-""j'^J^" I, ,,ving pre-arranged 
times in comparison with client 

appointment times. ^^^^^ ^^^^^ present 

In accordance witn 
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• ,:te« is provided a method for m«>a9ing 
invention there , / ^ comogis.s _a_r !u;£er_°f 

_.no« d method including dispX.yin, 

-■■►.r^ndinQ activities, s urgency to which 

.Tolour indicator corresponding 
, an outst»ding activity »-t be co^etea 

„ accordance ' „nage.ent syote. 

invention there is provided a «»M1 ^^^^ ^ 

tot managing the provision of services 
^ organisation. saU^sv.te»i.c^u^^^^^^^^ ' „eas for 

providing "-^=;-;;;;;«V" «or custo,«rs to wait whiie 

.waiting ^^^^ airection »..n3 tor providing oral 

„ directions to customers to direct the- to said customer 
services areas in accordance with "'f^^'^-""' 

cuetomer voice recording means £or 
rv,. oral nronunciation o£ the name ot a 
recording the oral pronun utilised by said 

..^—•r said oral pronunciation being utiiisea oy 
„ :rxT;ec "ot means' in the direction of customers to 

pomts mciude inform..- 

^ J tive system controller means 

^<er.lav Toeans controlled by cne eyete 

" indictor-:". Tn^catinJ^he Jngth of ti. 

waitina for service at cne 
each display client has toeer^ waiting . , ^ , 

s:^ice points. The indicator can - ude « 

colour indiccr -ho., .ctual colour at any point lu -l- ^ 
„ rtf'cts the length of time each display client nas 

awaiting Service. ^ ^ t Ka^^^d"" 

Tbe system is preferably implemented on a LAN based 

. e-va latest obiecc oriented 
computer network utilising the latest OD^ec,. 

. . ,^«„^et the system controller means 
techniques. In this respect, tne sys 

35 preferably includes softv^are portions 

a queue module including current queue details of 
clients awaiting service by said organisation; 

an appointment data base module adaptea .v. 
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«-rA-axrangemenr means 
A said appointment pre arxa y 
incerrogaced »^ ^ ^^^^d appointment times; 
and to store saxd pre 9 ^^^^^^^ 

a cUeat ^^-^^^ f ^^nisation; 
details of <=^f^^.°';;;i,e display .odules adapted for 

a plurality of serv. ,„,errogation and 

utilisation at saxd serv p 
updating of said queue -"^-^^ 

stTtus of said current j^\^^'',,,,,,,3 an integral 
The system also i,,eract with to 

client self help .^ious predetermined 

o,«in XeTo JertaXe. The client self 

activities rhey „eans for recording 

,elp «ea»s ca. ^^^^^ "p^,^,iations. which can be 
n^ssages. such as nam ^^^^^^^^ 

uciliscd by the system. „,,„3. 
.aer-snamebythedxrect^on^^^^^^^ ^^^^^^ 

ant^pdaTe the prearranged appointment 
.dapced tod.splay andup 



adapted to axei'-'--^ — j 
ti«. and .be relevant cuenc d«aas. 



20 ^SisL-S^^SSis^^sn-SL-^^ display means 

— • r-^a t :U..n, a «„.e 

25 .ichin th. scope o£ >■ aescribea. by way of 

'° - ' '"'"^ 

" Z rm'tx'atT:!;. type networ. suitable for 
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preferred exnbodiment; and ^^^^ interface 

Pia. 4 illustrates a suitanie 

, < .->,• Tjref erred embodiment, 
a client module of the preterxe^ 

for a client pT^v^^4«,«.nts 

p ^^^^.; prion of PTfffrrea ^ T i , .serc is illustrated a 

Referring now to FiS- 1' 



cusromer service area which has been adapted for use an 
accordance with the- principles of the present invention. 
The customer service area 1 is assumed to have ... 
entrance 2 from which customers enter and exit. A t.cket 
lading area 3 is provided where c^^sta«ers are instructed 
to obtain a ticket in accordance with their r.<iu-ement3 
L will become more apparent hereinafter, the txcket 
issuing area 3 tnay include one or more touch screen 
Visual display units (VDU's) which instruct a customer to 
It;!!. .K. «o^..« .e«ui«d from a number of different 
categories. m addition to the category of .e.v..c. 
re^fred, a separace category may be included .or 
customers having prior arranged appoincments at 
particular times. Such customers are requested to enter 
identification details by mean^ of keyboard data entry or 
bar code entry or other forms of data input. In any 
evenc, ticket issuing areas 3 preferably also includes, 
for those customers having prior dealings with the 
relevant organisation operating customer service ar^.^ x ^ 
form of identification means for the identification or. 
that customer. The identification details can include 
for example. meHibership number, account numbers etc. 
Vhere such information is not available, no data entry xs 
required. Ticket issuing area 3 then dispenses a unique 
idencificarion ticker co a customer which can include 
alphabetical characters and/or numerical numbers. 

The customer is then ..directed to waiting are^^ ^ 
which mav include seating and other faciliCi?-^. 
information is then displayed on monitor devices 6 
, directing ticket holders or customers to the various 
customer service area counters 8-12. 

Alternacively, optional speakers can be provided to 
allow for oral paging in addition to visual paging. 

Alternatively, experienced customers can go to a 
5 self-service area S which is provided with a nuinber of 
computers for utilisation by customers to peric^-n. 
number of functions such as booking future appointments 
etc. The compucere within self-service area S can 
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or inouse and icey board type 
include touch screen o ^he facilities 

computers an. ^/^^^rvice area S can .e 

p^vided t.e end can include 

^^-^^ 'instructions, interactive type 

iafcnnatxon ^^^^^^^^^^.^ ,,,ds. princiug out forms, 
interrogation of tne us ootical character 

.^ice area S """^ ^-J^^^^^^^^I.^.^.^ .uhin cus.o^er 
,.a,raXXy as..^. - , 

service area 1. ' analysis systems for 
also includes vo.=e recordina 

„corain. various J^^..^ a person- s 

exa^le, in one '"""^'■''^J^,„ In oral pagins- 

^ ^tuon erro« associated wi.n co^lex 

producing uisprowmcxation errors 

suman«. of many dialects. ^ „iephone 

ea\3'Cw:ra telephonists taKin, 

"Tor tus re^e tLg appointment ti^s to at.end the 
customer eaixs requ -ttend to their needs, 

custo^r service area 1 so - " an 
TSe preferred embodiment also preferaDxy 

„ r«./. ha^i.. area i, ^ -r^tf— 3 

""^rl^'rTAsTl^e"^ latter and facsimile 
xn particular, is r f arrange 
correspondence virh customer. »° ^» 
appointment time. ;:;arent to those 

„ service "^^'^"^.u^a ^reinaft.r that office- 

fdifn/are. i, and tete " "'^ " " 

ptslcatry reived location froa custom service are. 
: 'hlV iLely -ithin direct electronic co«nication 

, .nrrol area IS wHicb is re««ved from customer 

::ri:raVri "ut TrL it u p=.»-^« « 



the operation 
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the cuBtomer service area 
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becce more readily apparenc herexnafcer 

Ti,= described embodiment o£ Fig. i 
The J^^'^^l^ integrated network collection of 
f„„aa^ntally^pon a^-gr ^^^^ could taKe a nu^er 

::T«erent " u .or^- ^ ^ 

of dxtxerent ^«™cted to a larger mainframe 

^oiTPction of tertainals connected 

collection oj. ^^^^ network 

tvoe computer or in the form ot a j-oc 
type comp ^.ff^renc types of LAN networV;^ 

(uoil Of course, aifierenc ^ 

....... l^cwn differing technologies xroru 

^:::z^'z:t:c^^s. .or example the 

c^t^d be constructed around Microsoft -^-^^^ 
Novell Netwarre, Apple «acincosl. O/S. IBM-s OS/2 etc It 
will be readily apparent to those skilled in the art that 
. Z^r^XLion is not limited to any particular 
5 the present invention is 

form of netvork. ^«er-r-;-- 
Referring now to Fig. 2, for purpose of descr.,-- 
it is assumed that a common LAN type network is 
rtixL^and, in particular, a co»»on Microscft Windows 
.0 NT (Trade Marie) LAN network ie co be utilised. Such a 
.0 NT (Trade «ar personal computers 

IAN network can comprise a nunw*;* f ^v>^««o 21 

(PC, connected together on an Ethernet type backbone 21. 
The LAN network 20 is further based, in the usual form, 
around a server PC 22 which is high end type ^ 
35 sopHi.cica.ed cperacing system such as Microsoft Winder. 
^ (Trade Mark) or Unix (Trade Mark). T^e ^^^^ 
the usual manner, is responsible for storage of all data 
and for carrying out further software processing, as will 
become more apparent hereioaftesr. 
3 0 interconnected to the server PC 22 are firstly a 

series of client PCs 24 to 25. The client PCs can run.^ 
Microsoft Windows 95 (Trade Mark) or Microsoft Windows 
3 1 or higher, the nunJber of client PC's being determined 
in accordance with requirements. Normally, one cii^-^-. — 

^'rsy i.aeK of the customer service 
35 will be provided for eacn 01 «- ^ ,^ ^ ,^ 

counters 8-12 of Fig. 1. Preferably, a set of self help 
PC'S e.g. 23. 26 are provided for utilisation in self 
help area s (Fig. D which can run various self help 
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pr09ra«s as re<iui«d. 28 

personal "-P"" ^ ^,^„t of ticm issuing 
pr^ided for th« PC 27 including ch= 

U ^ with a= "cx« 3.=n as »ucn 

3„een, bar code 3i. The n«»ber o£ 

controlled by "^^P^'^J" „™ir.mencs with each 

display PC preferably controU 9 , 

«iUsstion of videos spU«ers o j„ 

„rles of auxiliary P=^3 32 „ 

accordance .ich „ telephone service 

n:r.i^d:«r\anri:rrir---«- 

, Uos. o£ sc^duling ^^-^ll ,3 p„,«ed for the 
Co-and and control K ^ ^^^^^ „ „a 

rcte::riV^aorrrage.nt and control area. 

of Fig- ^- , ,bat various software programs 

It -ill be evident tM ^^^^^^ cot^ters 

'° „e to be utilised to tie " the ^^^^^^ ^^^^^ 

" together. ^ f J*/:; tling systen able to utll se 
PC 22 runs a high end op „ „ t5>e 

^ci tasXlng "/""•^^''.^'Uer the co.»and and control 
,e normal manner and iS itsexi^ 

Of con^nand and concrol co«^«r 3^.. ^^^^^ ^.^^ 

Referring now to J J ' ^ ,„f,ware running 

illusrrared one form of ^^^^ readily 

across LAN ne^^rVc 20 « J _ software design 

30 apparent co chose ^-^f ^^^J^^^, aifferen. forms.^ 

t ir^LeTdepJ^ling on ac.ua. re^i.e«en» ^ 
with the tOTm caxe» 

particular circutr^tanc- ^^.^^^^^ p^ogranuning 

is a83un«d Chat 3 ^^^^ goftwaxe 

compilers and appUcat.on J exan^le. 
.0 con3Cr.cC Che J^^^ ^ ^e^aceC visual 

oay include Microsoft. Borian 
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or- Visual Basic, 

i^neluding Che usuaj. f , -v- software 



incluaing - ^^.-^d etc. The software 

raices an. »essa,e Pa3S.ne -^e« ^^^^^^ 

«^»"\^-;'r. wairTT\g area *!• 
w«*w-r*^3 , details includxng 

issued tiOcet ^-^f %"^;';/3';^tce r^red and any 
customer «^etaxls -e torwaxd.4^ ^^^^^^^^ 

„«dule 42 to LQDM 41. The ^J^^^ed from rhe ticket 

5 waiting clients »fith che details recexvea 

issuing module 42. ^lacing a particular 

The LOW 41 is responsible for placing a f 

„c=^ce «... ri"Aa"le. r« lca.p.e. 

cr^eue upon arrival so as to li .ppointmeac. by 

CO generally encourage the maKing ft' ^ mav 

T^.I^rher customers without appointments may 
25 cu«ron«ra. Further custom Alternatively, the 

be placed at the end of a queue. «^ 

pxov-'=; The customer servcrG 

queue can be managed by categories. Tne cus 
^12 (Fig. 1) can then be specialised by category so as 
CO only serve cusco^ero o£ . predetermined category type 
30 with the LQDM nodule 41 ensuring that the correct 
Tstomer service specialist serves each category of .^^ 
customer. Further, servers in customer service ar«a e-.. 
Tig. 1) can be provided with the ability « a..ex 

persons on ticket issuing PC 

35 Ticket issuing module 42 w 

2, a„d haa an aaaociacad ^.phical «ar in«rfae. for .b. 
input of riOcat selection information by users upon 
. . • - a^oa 3 The ticket issuing 
entering ticket iseuiag area j . 
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a customer dac^aee ncdale 45 
« i. " ,.„ils of each ^ 

„ston>ar arriving can 9iv=n ^ ^^^^^ « 

eut« at ticVat is.u.n3 e ^^^^^^^^ 

aetermining th. cu.to.er data. ,,„.„ention.d 
■^dule 45 a..* loivarding th.™ 

l„£or™tion to the WDH " _ ,5 (urthet |, 

« !luteri=g ' 

provided tor "5 cui>tem.r service 

appointments for ""'7" " . ^^^e 4S is responsible 

„e.. ^ »»«^"""'.rr^ „l„t.e„t timee and is 
storing all registered app ^ ^^.^^^^ 

adapted t. be .^r^. the »BH " ' 

appointment Ke^est »=du^e. ^ ^„ .0 

can consist primarily j. designed to run 

the appointment database moduU 

auxilUrv Pe's raising tne telephone 

appointment times handling . area 1*. ^ 

, service area » m the appointment 

registering of each a^o ^^^^^^^^ 
database module 4«. the ^"^^ ' ^„ii,61e. Those 
customer via telephone or lett ^^^^ designate 

customers having "^""^""V"" ,ic).et ieeuing are. 3. 
,5 .Hi. selection -hen approachira 

w „ntifving ticket isauing module 4^ 
Uiereby notlEyms „„4_ji,t appointment. 
0, an individual ' ,f ,^3 a client module 

sach client K i4. » ^ ^^^^^^ 

e.g. " ttomers and customer 

30 60 for interaction l>.t«en 

servers. illustrated one 

Referring now to ng. «■ .i^^ client 

-";srrorr:t\it.rt:, normm ..indowing- 

module SO. the go buttons etc and 
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. 1 There is also included current status 

^rent ticlcet 61. «rrenc tin. » and client module 
user indicator « Is aUc provided . 

The current queue status including all paged ..n.. 
waiting customers is also included 6C with scroll bar .. . 
The c^nt cp^eue detail, are updated by Queue Module 50 

from the LQDM 41 (Fig. 3). 

Further, a list of appointment details for upconx^ng 

^ V^.«.o«.« vs also provided 6S, giving 

information on expecced appointment arrivals. ^ 

A user of the client module 50 interacts wxth the 
user interface 60 by means of a number of action b....n. 
70 These action buttons can include a -log off- fevv^.u.. 
7i' for quitting the client module 50. a -page next- 
button 72 for paging a next customer, a -no show" button 
73 to indicate thar rhe current ticket holder 61 has noc 
shown after a predetermined cima, a button 74 to recurn a 
current user to the queue at a predetermined posxtxon, a 
button 75 to transfer a user from a first client modu e 
operator to a second client module operator for 
specialist help, a request help button 76 for req-ae.c..:. 
Sip from a supervisor and a client data button for 

=, r-i-ienfs details via Customer 
bringing up access to all a client s 

5 Dat^aba^e modul. 45 IFig. 3> . Further, a threat button 90 
can be provided where deemed desirable. This button can 
be depressed when a customer becomes agitated and a 
server fears a dangerous circumstance may shortly arise. 
Pressing this bucT^on (or an alternative key board 
0 sequence) may have the effect of notifying other serve... 
Ivia other client modules) and the management control^ 
area 15 (via command module 83) of the likely troublesome 
customer. Of course, other buttons can be provided in 
accordance with differing requirements. 
35 The utilisation of a sophisticated graphical user 

interface for the client module. GUI 60 can provide for a 
number of enhancements. For example, the colour of 
entries within cHe current queue details portion c;4.u 
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J of waiting of 

^ updated in accordance -Ith '"^J"^ i., «here the 

interval, they can ^J^^^^ have heen «a.c.n9 

Bo«ver. where the members ot ^.^^^^^ ^ , „a 

eor a lon9 period ot t..e. th^ „ 50 can 

„lour. Hence, ^" f length of -it =t a. 

i«tantly deter«.ne the arP^ ^ ^„ the 

^to»er they are ,ovn9 " ^,,er. ^ 

,„ton«r.s UUely state ^^^^ „ul4 
„£lne«nts are f"'""'- having cu»ton,er n««s 

which, .hen ciicWd on b J 

detaiVe £ro« the pr=^a^3 that 

" «^^^^^°::r:ive in--tion can he provided hy 
other inforrotive 

graphicai user _ 3, ^e actions performed on 

Referring again to fig- larerface are 

each client module e.g. i„£or™.ti=n in the 

„Uieed to co«espond«9ly P ^^^^ 4i3yxays 

,1 .hich in -™ ^tilarly. change, in 

client ■»d''^« ,>,ich »ay Occur are also 

-^°"r:en:^:rin trappoint-ent aetaus display of 
"-.ch client^-- , _ . 

open determines the next customer 

client moiUe SO, '^'J'^^l ^ jorvarda the details 
cuireat queue to be P»9 ^^^^^ ,p,,. 

,0 display module ss wh.=H "" ^1,1, displaying 

„ end display n -a^d is ^^^^^^ 
paging information on the ^„,^^er 
.He »iti™ ara- • <.^9^^^^^^^ „ ^,,,c,lly 

cervice counter 8 12- _ ^ «, it is 

displays relevant directions ^ at 

S notified hy the " that the 

the customer service counter or tM particular 
r,:=ell.d and to discontinue dispUy 
These occurtenees are 1. 
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graphical user interface 60 of *• . 

For each self help PC e.g. 23 IFig. 2) 
J 1= 91 is provided for rmnii>g °£ 

. :;reL. u -f help sof.«e^ --^^ v:.::: 

aodule 46 for the setting utilise the 

• times for customers wxshxng to utiixee 

appointment txmes for ^^^^ ^^^^^ 

self service area 5 <Pig. provider's 

. ^r^<«.ed to meet a particular sexvi h 

" TeecTa^r can be readily extended to be of increasing 
!^exTty over time. The self help module can .v;. ^v-.: 
ccmplexxty over ti , HTML files of relevant 

document J^^ l";^'^ ,o Java Applets 

documents for printing out in 
,S for the interactive entry of ^^^^--^^^ 

A log database module 80 (Fag- 3) is pr^i 
the lo^in^ of all events occurring within t.e LQD« 
!^Le^l All events are logged for later -alysis. • 
rht llDM - and log database .«dule so can preferably be 
ao i=«rrogated br »eanB of 3ta.U..=s/^9 ^.^ ^ . 

This module is provided to provide ,„„_i„. 
Itstorical reporrs a, r.<r.ired by ^agemenr. Repo^xn, 
information can include: 

current workload; 
2- . customer traffic and movements; 

customer mix and entry type; 
individual waiting ..times; 
. progressive average waiting times fo^ ^^^^c-b 
customer type; 

measurements against performance standards; 
_ queue depths for each category of entry per 
hour; 

throughput for each entry type; 
totals per hour; 
,e - individual server performance; 

- break down in numbers and percentages in waiting 
time distribution both inside and outS5.o* --r., 
Performance Pledge Criteria; and 
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„ be .atUf.ctcry. however, e«re,.e 
appear to _ be ^ 

cases os»Uy ^ake 
these are the 



S complaint.)- ^j^^^ ^^med in the 

Uthoush it -»10 £i,^bie »d can 

art that the arrangement «» j^' „ i„ , „u^r of 

.e distributed across J J„ ^u...«d vithin 
ways, 

preiaxablr those so „ „ . 

^e broken line ,1,0 provided for the 

Further a co-.and TOduie preferably rms 

overall control of software ^ste» « 
» co««nd and control oo^ut« z ^^^^ 

^„le is """'Vfacilitter « setting up various 
,3 and can . ^^td^ion »d deletion of e«ra 

password requxrer^nte, the ^ 

client .odules 50-Si. the 
auxiliary. aPPci-'-' „.ti.tical reports by 

„ statistios/manage^nt reporting particular 

Xfc. P"'"""* .„vironn«nt.. «s»Pl*' , 

applications m a ~f « /^''.^i, and .«dic.l extras 
service provides such as "'SP"* Mditionally. 
could readily utilise such ^^^^ 
j5 government departments, large "P 

use the preferred ^ ^IciUed In the 

Xt would be appreciate^ ^ JJ situations may be 
a« that numerous '"latxo^ ^ 
„»ae to tta '"""^ invention as 

30 departing from the ^P"- « » ,,„efore, 
broadly described P««nt ,,,^„,,i« and 

10 be considered in all respects 



not restrictive. 
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we Claire; „«„onc svstem for managing the 

1 A worJcflow. management syscem 

of Che organisation; providing 
client identification provision means for pr 

Clients with a unique client ,,ose 
client identification Tneaus for identity! g 

V orearxanged appointinent times and the., 

riisrits having prearxangc r*r times utKJU 

;iie«9 not having pr«arr»g.d appo^cm.« txmes 
cio-encs no organisation; 
arrival at tbe servic ^iracting eiianes to > 

directional display ne«.5 for 
plurality of service points £=r aerv.=, d.ants 
their arrival at. the aexvlce area; and 

system cortroller -ana connected to s«d 
. - „«.arran9enent means. said client 
appointment f""'""'"^^^ directional display n«n, 
identification ^-^^^"'^^^^Lt.ional display «.a« 
and adapted to utilise said ^ ^ p„aetemin,d 

0 direct clients to said ^ .ubetantially giving 

^■^At*-^ said order comprasing 

order. ea.a ^. . having prearranged appointment 

preference to said clients naviug i> ,„anaed 
times in comparison with clients not having pre-arranged 

appointment times. wherein said 

' *rr\::iurTnf:::»tion display 

:rt;:ued"rs.ld^;«em controller means a^^^^^^^^^^^ 
display queue details o£ clients awaiting service at 
service PO*«- 2 wherein said 

' disolay details include indicator details indicating the 
ten;^h Of time each displayed client has been awaiting 
se^ice at said service points. ^ ■ 

\. A system as claimed in claim 3 wherein sad 
3S indicator includes a colour indicator whose actu.. ..x 
It any point of time reflects the lens^h of ti.« .... 

displayed client has been awaiting service, 
cispiay^ . 2 wherein said 

5. A system as claimea m cAaj.ro 



" 

clients awaiting ^-^^^^ J ^^^^ „^,ie adapted to be 
3„ ,ppoint.en. dat pre- arrangement means 

interrogated by sai ^ appointment tiines; 

a plurality of service ^^^^ interrogation and 

utilisation at said ^ reflect the current 

said queue ntoauie 
updating of saia details. 

statu, of said current queue ^ ^^^^^ ^^^^ 

r^atn^ a^Ud appo.t»ent ti.e and 3a.d 

comprising client ,,,^ned activities they 

0 automated assistance for predet 

desire to undertaxe ^^^.^ , ^t^^^^in said 

8. A system as cla.m ^^^^^^ 

predetermined -^^^^^^^^^^^^^^ service area of said 
appointment times to attend 



2S 
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organisaclon. ,,,i».d In claim 7 «ter«in sai4 

^ 3ys«» as =1"™* " j„ „ccraing oral 
.U.« self help -eans Includes means 
^s.ag.s teput b, aaW f^^^' , ^h««n said oral 

„. =y.=- « <,« names or the l»e 

»e3s.,e, include .he P--^^^" ,,,,,des audio ou.puc^ 
„d .aid """'"^^/."S ;rLu„cia.loo3 .hen dire«.« 
. ^ans for outpu^lng savd P 

Clients to saia service poln«^ ^ ^^^^^ 

11. ^ method for ^na'^"' „„„ta=di.g activities, 
.oricflo- comprises a . colour indicator 

"^'S, r""ru>:»rto .hicH an outstanding 

corresponding 



activity -u-t be co«.pleted. 
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=vstem for managing tlxe 

provision ot s.rvices to clients 

in=ludin9= ^^^^^ ^^^^^^ areas tor 

. pr^i<»i»? «"^;"„^:,;^",rea' for cu.to»era to wait vhile 

a»»aiting services! for providing ="1 

an oral ^^f'^ « said cusuo^r 

airections to " ^::'r^ir«.ents .• 

customer voice ^ 

Zlr.. t« direction o. custcers to 

i5 said customer service e^j^Btahtially as 

X3. A workflow --^^^^'^^^^r reference to the 
■ herein before described with 
accompanying drawings. 



